
Complaints & Appeals

Why do we have a complaints and appeals   
procedure?

We want to provide a way where we can all work together to

focus on our customers and give them excellent service. We

always try to improve our services but know that

sometimes things may go wrong or are thought to have

gone wrong. When they do, we want to put them right. This

leaflet tells you what to do if you have a complaint about

our service or want to appeal about a decision we have

taken.

We will not consider complaints which are, in our opinion,

unreasonable or frivolous.
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Who can complain?

Anyone who receives a service from us can use the formal

complaints and appeals procedure; this includes:

l Tenants

l Residents

l Leaseholders

l Shared owners

l Applicants

l Home owners

l Home owners in receipt of domiciliary care

l Home improvement service customers

Our complaints procedure is also open to anyone acting on

a customer’s behalf – with their written permission, for

example Tenants’ Associations, Local Councillors, Members

of Parliament, Citizen’s Advice Bureaux, Advocates.



3

What can you complain about?

Our complaints policy gives a customer focused open and

prompt solution to any complaint. We encourage

customers to ask us to reply to their concerns if, in their

opinion, we have:

l Treated them unfairly, unreasonably, incompetently or in

an inappropriate manner

l Failed to give any service or relevant information or to

carry out a duty or promise in line with our procedures

Customers may also appeal against a decision, for example,

if we did not take into account all relevant facts, or if we did

not follow our own rules, policies or procedures.
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What can you not complain about?

Our complaints policy does not treat the following as
complaints:

l A first request for service, information or an explanation
of our policies and procedures

l An issue that is over one year old

l Complaints from staff (this is covered by our grievance
procedure)

l Disagreements between customers concerning nuisance
or harassment (this is covered by our neighbour nuisance
and harassment procedures) unless the complaint refers
to our failure to handle the dispute properly

l A claim being dealt with by our insurers

l Where a customer is taking legal action against us. If we
receive a ‘letter before action’ from a customer’s legal
adviser, we will take this as the trigger to suspend the
complaints process. A ‘letter before action’ is a letter
which sets out the nature of the complaint and expresses
the serious intention to start formal legal proceedings
unless a satisfactory reply is provided by a certain date.
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When you first experience a problem …

If you are unhappy with any aspect of our service, we ask
that you first contact the member of our staff who usually
deals with these services. If you do not know who to contact,
refer to the list below. A simple phone call to the right person
can quickly sort out many problems. We will acknowledge
any communication within 10 working days.

Who to contact first

FOR PROBLEMS WITH:

l Application for
housing

l Offer of a property
l Transfer application
l Supported housing

l Your tenancy

l Rent Arrears

l Repairs
l Contractors
l Other services

l Conduct of
Springboard Staff

CONTACT

Either:
Housing Administrator
(Essex) or
Housing Administrator
(London) or
Support Admin Team

Housing/Project
Manager
London/Essex
Income
Management

Repairs Help Desk

Customer Relations
Manager

PHONE NUMBER

020 8475 0033

08457 023420

08457 023420
option 2

020 8548 2500
option 1

020 8548 2592
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What if you still remain unhappy?

If the person listed on page 5 has not sorted out your

problem to your satisfaction, you can then make a formal

complaint in any of the following ways.

l In person

l In writing

l By phone

l By using a complaints form

l By internet e-mail (info@springboardha.org.uk)

l By fax

l By website complaints page (www.springboardha.org.uk)

l In any language

You should say you want to make a formal complaint, See

stage 1 on page 7.

If you need help to write down your complaint, or an

interpreter to explain the procedure to you, please tell us and

we will make the necessary arrangements.

You will need to follow the stages set out overleaf. If you

miss any of the stages, we will normally refer your complaint

back to the person you should have contacted.



Report Form

Name(s):

Address:

Have you contacted someone about this problem before? 

No               Yes

If so, who did 
you write or 
speak to?

When was this?

Please give details of your complaint in the space below.
(You can use extra sheets if you need more space).

Send to Customer Relations & Communications at:
Springboard Housing Association Ltd,
Springboard House, 2A Claughton Road, London  E13 9PN
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What action would you like us to take to resolve your
complaint?

cont. overleaf  



To help us monitor the complaints we receive, we need to
keep a record of your gender and ethnic origin.

Your answers will not affect how your complaint is dealt with
in any way.



Please tick oonnee box below that you feel best describes your
ethnic origin.

White British Irish Other

Mixed White & Black Caribbean

White & Black African

White & Asian

Other

Indian Pakistani 

Bangladeshi Other

Caribbean African

Other

Chinese or 
other ethnic group Chinese Other

Refused

Are you (please tick)

Male                                       Female

Signature(s)

Date

1

6

4

5

2 3

7

8

10

15 16

17

9

11

12

14

13

Print Name

Asian or
Asian British

Black or 
Black British
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You have two months at every stage to request a move
to the next stage. If you do not request this, we will
consider your complaint closed.

Stage 1   - Making your complaint

Make your formal complaint to the Customer Relations &
Communications Department at the address below. They
will make sure that the manager in charge of the service
you are complaining about investigates your complaint.
They will also record your complaint and within three
working days send you an acknowledgement of this. You
will receive a full written reply within 10 working days.

Please return your completed form to:
Customer Relations & Communications Department
Springboard Housing Association Ltd.
Springboard House
2a Claughton Road, London, E13 9PN

Phone: 020 8548 2592
Website: www.springboardha.org.uk
Email: CustomerRelations@springboardha.org.uk

Stage 2   - Review

If you are not satisfied with the manager’s response, please
contact the Customer Relations team who will make sure
that the appropriate head of service or director deals with
your complaint. The head of service or director will look
into the matter and respond within 10 working days.
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Stage 3    - Appeal to the board

If you are still not satisfied, a panel made up of members of
our Board of Management can consider your complaint.
They are independent of our staff and have a range of
specialist skills and knowledge. If your complaint reaches
stage 3, we will send you details of how to proceed.

You may bring with you a colleague, or friend to support
you in your appeal. However as this is not a legal procedure,
you may NOT bring a solicitor or legal representative with
you as we will not have one present. If you decide to appeal
we will give you a copy of the full procedure.

The timescales given for replies at all stages of the
complaints procedure are targets and are not absolute
deadlines. There may be occasions when we, for a number
of reasons, are unable to meet those targets. If this is the
case, we will write to you to let you know the reason for the
delay and to give you a new date.

COMPENSATION
If we award you compensation at any stage, we will firstly
use it to settle any outstanding debt with us. (For further
information ask for a copy of our compensation policy.)
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Who else can help?

You may wish to ask for independent advice at any stage of
our procedure. For independent advice, you can contact:

l Citizens Advice Bureau
l Housing Advice Centre
l Law Centre

You may also complain to the following:

l Local Councillor – via your local Town Hall
l Member of Parliament – via the House of Commons,

London, SW1 0AA
l County Court (if you wish to make a complaint of gender

or racial discrimination against us). Please note any such
complaint must be within 6 months of the incident
about which you are complaining.

If you have completed all these stages and remain unhappy,
you can ask the IInnddeeppeennddeenntt HHoouussiinngg OOmmbbuuddssmmaann SSeerrvviiccee
to take up your complaint on your behalf. You can write to
them at:

Norman House, 105-109 Strand, London, WCZR OAA
Tel: 020 7836 3630 Fax: 020 7836 3900
Lo-call: 08457 125973   E-mail: ombudsman@ihos.org.uk

MEDIATION OR ARBITRATION

In special circumstances we may consider using mediation
or arbitration to resolve a disagreement between a
customer and us.



This document gives information about making
a complaint. If you need any part of this
information in large print, Braille, on audio-tape
or explained in your own language please
contact us on the number below.

English

Bengali

Hindi

Kurdish Sorani

Gujarati

Kurdish Kurmanji

Phone: 08457 023 420



Polish

Punjabi

Somali

Urdu

Serbian

Tamil

Phone: 08457 023 420
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Housing Corporation Number: LH0121. Industrial and Provident Societies Number: 20015R.

Registered office: Springboard House, 2A Claughton Road, London, E13 9PN
Springboard Housing Association Limited is an exempt charity.

CUSTOMER SERVICE EXCELLENCEINVESTOR IN PEOPLE

Springboard Housing Association Ltd
2A Claughton Road
London  E13 9PN

Phone: 020 8475 0033 
Fax: 020 8503 4286 
DX 145280 Plaistow 2
Minicom: 0845 1304119
E-mail: info@springboardha.org.uk
Website: www.springboardha.org.uk

See inside for translation


